One Ongo -

strategy on a page
This strategy shows how we will create one team to achieve our Corporate Plan together and how we’ll
deliver as One Ongo over the next three years. It’s about us all contributing to be a great landlord, offer
quality homes and create opportunities.

Where we
are now...

We employ around 400
people including core housing
functions, communities and
commercial areas.

We’re embracing an agile
working culture, moving
away from traditional ways of
working. Our ambition is for
everyone to embrace this.

We’re really passionate
about engaging all our
staff and we’ve been
accredited by Investors
in People and rated as
a top 100 employer by
Best Companies. We are
always looking for new
ways of improving staff
engagement levels and
making Ongo a great place
to work.

Ongo has an attractive reward package but as the organisation
has grown, we have varying terms and conditions offered to
different parts of the business. We want to review and create fair
rewards and recognition for everyone.

Where we want to get to...
To work together, towards the same goal to
achieve the Corporate Plan.
Everyone to feel trusted and empowered
and have the autonomy to make decisions.
For our staff to be 100% engaged,
motivated and ambitious.
Simple and easy processes, meaning we
have the information we need readily
available, making our jobs easier and more
efficient.
To encourage and influence a change in
attitudes and behaviours at all levels to
truly believe in, and be, One Ongo.
To bring fairness to reward and recognition
and align across the business as far as
possible.

We’ll know we’ve succeeded when:
80% of our staff will say that Ongo is a great
place to work and we will achieve a 2-star
Best Company rating.
Using 360 degree feedback 80% of
managers will be rated as role model/strong
performers.
Our absence rate will not be more than 3%
and no more than 7 days lost per employee.
We will also keep our staff turnover
below 12%.

Be a great landlord strategy on a page

This strategy looks at how we can fulfil our ambitions to ensure that our landlord service not only meets
but exceeds our customer expectations. Over the next three years this strategy will move Ongo from
being a good, to a great landlord.

Where we
are now...

We have a number of
ways for our customers
to get involved in helping
us to improve our
services. Our recognised
tenant body, Community
Voice group is an integral
part of our governance
structure and approves
all our customer

We currently have a housing stock of
almost 10,000 properties. The majority
of our stock is in North Lincolnshire but
we also have properties in Lincolnshire,
South Yorkshire and Nottinghamshire. We
provide homes for around 25,000 people

Our ‘Rent First’
culture, together
with our excellent
benefit and money
advice services have
led to our top-quartile
performance on
current tenant rent
arrears at a time of
customer migration
from Housing Benefit
to Universal Credit

We are working hard to improve
our digital offer and have a
number of online digital options
for tenants and customers
to utilise

Where we want to get to...

We have an
excellent track
record in delivering
customer service

We’ll know we’ve succeeded when:

Involving more customers in decision making

Customer satisfaction for listening and acting on
customer’s views is upper quartile (min. 80%)

Providing excellent services to our customers

Customer satisfaction for enquiries being
dealt with first time is 95%

Running an efficient landlord service

75% of our enquiries are digital
Satisfaction with the landlord service is upper
quartile (min. 90%)
The average days to let a property is 28 days
Current rent arrears do not exceed £750K

Offer quality homes strategy on a page

This strategy sets out our vision to offer quality homes to all our customers. It details our future ambitions
to make sure all our customers live in homes, neighbourhoods and communities that not only meet, but
exceed their expectations.

Where we
are now...
We have invested in our
current homes, carrying out
a decent homes programme
– including replacing
kitchens, bathrooms, heating
and electrical systems

The Maintenance team has
maintained excellent results
in regard to performance,
with 2018/2019 customer
satisfaction at 87.2%, whilst
also ensuring the provision
of a value for money service

The health & safety of our tenants is important to us.
This is key when carrying out activities relating to fire,
gas, electric, Asbestos, Legionella and building safety

Since 2014 we’ve
built 500 homes

Where we want to get to...

Neighbourhood
Services team has
expanded and is
delivering services to
further enhance our
communities

We’ll know we’ve succeeded when:

Enhance our environments to make
them places people want to live

90% of customers are satisfied with the
neighbourhoods they live in

Invest in our existing homes to meet the
needs of our customers

97% of customers are satisfied with the
maintenance service, 90% of customers’
repairs are completed right first time and
90% of customers are satisfied with their
home at the time of letting

Build new homes to help address
housing need

225 new homes built each year for the next
10 years

Create opportunities strategy on a page

This strategy shows how we will develop a clear customer journey across Ongo, creating opportunities
for tenants and customers. We want people to sit up and say ‘wow, what a difference Ongo makes’.

Where we
are now...

2,266 customers supported
through the Ongo Journey to
Work since 2017

Secured £1.6million in
grants and contracts
since 2017

Significant investment
into the Caistor Road and
Westcliff communities

Achieving a
social return on
investment of
£13.77 for every
£1.00 spent

We have supported
31% of our tenants to
successfully manage
their tenancies

Where we want to get to...

We’ll know we’ve succeeded when:

Support our tenants to sustain their
tenancies through coaching

Coaching plans are in place for 250 tenants
and 1800 have received money advice

Deliver community activities to improve life
skills, health and reduce social isolation

250 people have received mental health
support and we have provided access to
activities for 1000 people to reduce
social isolation

Increase employment prospects through
coaching and training
Raise aspirations in young people through
mentoring and activities
Inspire and develop social enterprise and
support business development

700 people have received employment
support and 180 people have sustained
their employment
100 young people have received
mentoring and 48 people have completed
apprenticeships
2 enterprises have been established and we
have gained £200K in grant funding

